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Instructions to Candidates

1. 'This project is part of your assessment for Administration.

The solution to the project must be your own work. You are allowed to look at books
and at work you have done before. You may ask your teacher questions, however your
teacher is not permitted to help you with the project, but may provide you with
clarification.

2. You must not take any of the project work or material out of school. Before you begin
work on your project, please check that the project is at the level—Foundation, General
or Credit—that you wish to undertake.

3. You should complete the tasks in the order presented in the paper.

4. 'The project should take approximately 15 hours.

5. Your name, school and task number must be entered on each item submitted.

6. Follow all instructions regarding the tasks carefully (eg with regard to stapling sheets

together). Place all items for marking inside form Ex5 (External Assessment Flyleaf)
in order of task number.

Declaration

Prior to submitting your project to SQA for marking, you will be asked to sign a
Declaration that the Project is your own work.

You are advised that if it is established that the work of another candidate, whether in part
or in whole, has been submitted as your own, SQA may cancel an award in this subject or
in all your subjects.
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You have recently been appointed to the position of
Administrative Assistant at LifeStyle, a furniture retailer.
LifeStyle sells to their customers online and through their
store located in Edinburgh.

Your duties are administrative in nature and you report
directly to Helen Carter, Senior Administrative Assistant.



Task 1
Create the letterhead shown below.

Make use of bold, italics and an appropriate graphic to make the letterhead more
attractive.

Save the file as LHEADowninitials.

Print one copy of LHEADowninitials.

6 marks

L'bu,étdw
301 CorstOrpk,N Roade

Ed,(:nbwr\ﬂk/
EH12 6HN

Tel No: 01313371856
Fax No: 01313371857
E-macl’ i.nJCO@LSCeSULQ-co-uk



Task 2
LifeStyle intends to introduce a new furniture range.

Key in the information shown below and on pages 6 and 7, following all
instructions.

* Save the file as KALEowninitials.

* Print one copy of KALEowninitials.

22 marks

Kaleidoscope lakjir‘ Size and, bold

K&Ie(do&mpe, i$ o brund o‘{, bedroom &uf r\itnufe,' d-éé\(gned
for mwm “\/W\\j theX offers oba&jrv Cnspiralion arvil
Solutions Jor the Jau,r\,dtr JEMthim, mm&tizﬂ From

birthe to Joung adult. -

(talc 5

Kaleidostope furniture is mmufactwreck i the UK,
ustU _lu_oad/ Jromy sustainabie forests, emswutﬂ that

Your purchase Wil help to preserve the natwal envivonment
sor Your children and Yewr children's children. to Qj’tj?ﬂ
Jor many yewrs 16 come.

Nurse(j Kanﬁ&.

The foLeLcLoscope Nursery v provides e With the
opporfunity 10 buy grod. PALTY furntwe in a wide
Cholte of finishes, all 9 Hhith, are Soldb at reasonakie
pries, Wiich wiil f\jy&p& With Howr ner born Lr\:té theuwr
todd ler &aafé.



Task 2 (continued)

Eow’b Years Ran 3—&

Ul Owv eorl 'Qea,ns m,n,de, Wl excite e,ve.m tLL‘ moST
reluctont of childwven . Modwlor furnifwe tn o
brgkt, 3I05€y colours and cabirv beds With buwilt—(n
Secvet dend Will ensure thot Yowr child wants to 90
to bed ot n,iﬂm:.

'reeruaﬁe, Ka,n,ﬂ%

The Ka,leL(Loacope ’rten,ouje, V‘a,r:je, is versatile, hwo -
HWL(\ﬁ ol jaélmiowoubl@ (u\,out(jh, for the trendiest QJL
Young M\ULL’csj

Moveable modulor furriture pieces ensure. that Yow
trs Lo jw‘y M\\Jour t{mij meY\/d';OV"
Chur specific needs — ithe desks big enough for alL
P”th' WOovrK Mvd/ NAW hodKs étwd%égmugjh Jov
W““ﬁ Juitars, e, Thue ave ign tdeas to Suit

Wl tustes .

Decovatior

The Ka,leid,oswpe Furniture range 19 teamed wWithe

& rwg& o beddinj, e (L how:ﬂf.rﬁs, 6toraﬁ&; 'ij“t;i‘ﬂ
and decoration to syt all tastes ek bwoLJeTé.
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Task 2 (continued)

lp, however the o\xzmﬁn, ands Style o the KaletdoSwope
accessories do not sult your Lodte oV bu_o\jef e

JtocK otther rouaﬁw of Igedct(,yﬁ WhiChe may e of it erest
to You -

The He,owemy range is one of our most pepular of
uvsery roanges and offers (d- ordinated bedding,
lighting and Storage to provide a room it for any

Likte Mﬁ-ﬁb

The chmﬂard, ringe Nas owr mt—muw ear \j Yewrs
range tn 1009, (o-ordinated bedding, lignting anc
Storage, decoruted wWith adoraklke jrCU’l’V\a\leLVCL artimals,

Will appeal to all Yuny Chaldver .

Owr Trend onge is cool and 5oph,i5t(cctcecL Des' ned
Spect O'Lﬁ for t{QMﬁer\j bj tThe artist (Litle K
‘Drcwd&i Vunﬁ{ of badc{“:j Ijlf\,'tl@ anck G’CO%&
Solutiony .

Shoulder heopdt«;@j




Task 3

Create a database of customer contact details.

below.

* Use separate fields for each of the details given, with 3 fields used for Customer
Name — Title, First Name and Surname. All fields should be TEXT, except Acc
Opened which should be DATE, Credit Limit which should be CURRENCY (whole

number) and Cust No which should be NUMBER.

* Key in the details.

* Sort the database in order of Acc Opened (earliest first) and ascending order of

Credit Limait.

* Save the database as CUSTowninitials.

* Print one copy of CUSTowninitials in list format.

The information you need is listed

23 marks

Customer Name Miss Susan Andersor
Cust No 601 |

Address L6 Grieve Street
Town/City Dungermiine

Postcode KY 172 gpW

Tel No 013383697354

Acc Opened 2.5/08I201_O

Credit Limit £1000

Mobile No 079545871899

E-mail Su,séemd,ersor\,@ Ja.M»a.. 0. 0K




Task 3 (continued)

Customer Name Mr 'ﬁm, Prior

Cust No 635

Address 8§ Fernichill Terra.ce

Town/City Eilr\,bu@k

Postcode EH1T $ PK

Tel No 01316457115

Acc Opened 03/09/2010

Credit Limit t 300

Mobile No 07720065984

E-mail priov 47 @ yahha. com
CustomerName | Miss Shannon Pattersort
Cust No 530 |
Address 43 Malvina Place
Town/City Pertiv
Postcode PHA1 58D
Tel No 01738621045
Acc Opened 125/01[2010
Credit Limit £1200
Mobile No

E-mail

sp@altovisto. com




Task 3 (continued)

Mr Noel Bosch

Customer Name
Cust No 139

Addross 119 Lind ores Drive
Town/City Kirkcald y

Postcode KYZ 6P 5'/

Tel No 01592 554 331

Acc Opened 16/07) 2008

Credit Limit £750

Mobile No OT15T7431 2317

E-mail bosch 2 @a.ltovisto. (om
Customer Name Mr Alix MacDonald
Cust No 150

Address 561 Griles Stveet
T.own/City Edinburgh

Posteode EH6 6DA

Tel No 043173583944

Acc Opened 14]06]20083

Credit Limit t 2000

Mobile No 0795443962 1

E-mail

alix @taltKmatl. com

10




Task 3 (continued)

Customer Name Mr Donal Robertson
CustNo 600

Address 2715 Easter Road
Town/City Edinlourgl

Postcode EHTT 5P L

Tel No 01313699563

Acc Opened 25/08 /2010

Credit Limit %500

Mobile No | 07736985233

E-mail _

Customer Name Mrs Jud yta Kaminska
Cust No | 4725

Address 203 Sletgh Drive
Town/City Edf\—r\—bwﬁr\f\/

Postcode EHT 6 EB

Tel No 0131 4418957

Acc Opened 19/12.12009

Credit Limit 1450

Mobile No OT18569%4 684

E-mail JKam @ altovisto. com

11



Task 3 (continued)

Mr Ka,‘j den Aberg

Customer Name
Cust No 350

Address 315 5t Kilda Street
Town/City KivKeold y

Postcode KYZ 6D W

Tel No 04597479963

Acc Opened 16/01] 2009

Credit Limit t350

Mobile No

E-mail Koyden 22 @ hotrail.com
Customer Name Mr Rupert Fox

Cust No oS

Address 12b Lindsay Way
Town/City D wnfermti ne

Postcode Kyi17 9S5P

Tel No 01333145668

Acc Opened 27/09/2010

Credit Limit %950

Mobile No 077693652 371

E-mail

Jor@ talkmatl. comv

12




Task 3 (continued)

Mr Malcolm FoY

Customer Name
Cust No 101

Address 33 Rowan Way

Town/City Kelty

Postcode KYy OFY

Tel No 013839512534

Acc Opened 26/01[200%

Credit Limit £7000

Mobile No 0TSYL12369 34

E-mail FYT3@ talkmail- conm
Customer Name Ms Madtsoe H o jktOn
Cust No 4o

Address L7173 Mitchell Streel
Town/City DatKectl

Postcode EH11 17Q

Tel No 01311115573

Acc Opened 21[12/2009

Credit Limit E4 00

Mobile No 01544473 651

E-mail

h,au,gktow @ altovisto. (Om

13




Task 3 (continued)

Customer Name Mrs Alisa. Romang

Cust No 65 |
Address kb Long hill Gardens
Town/City Dalgety Bay

Postcode KY11 18«

Tel No 01383697111

Acc Opened 30/07( 20077

Credit Limit +750

Mobile No 071313521431 |
E-mail romano 23@ altovisto. com

14



Task 4

Richard Muldrow, the Store Manager, requires a spreadsheet to show staffing costs as
he is in the process of reviewing yearly overheads. Helen has asked you to prepare the
spreadsheet.

* Create a spreadsheet.

* Key in the text and data as shown below. Increase the size of the main heading.

* Format the cells for CURRENCY and NUMBER as appropriate. These cells
should be formatted as whole numbers.

* Insert formulae to calculate:

Total Salary Cost
Overall Salary Cost

* Save the spreadsheet as SALARYowninitials.
* Print one copy of SALARYowninitials showing figures.

* Print one copy of SALARYowninitials showing formulae.

10 marks
A B C D

1 Annual Store Salary Cost

2 Position No of Staff Salary Total Salary Cost
3 Manager 1 £48,500 ?
4 Depute Manager 2 £31,000 ?
5 Senior Admin Assistant 1 £18,500 ?
6 |Admin Assistant 3 £14,000 ?
7 Showroom Staff 10 £16,000 ?
8 Warehouse Staff 5 £12,000 ?
9 Overall Salary Cost ?

15




Task 5

You are to accompany Richard Muldrow to the Inspiration Furniture Show, which
will be held in Paris from 21 to 26 June 2011.

* Access www.airfrance.co.uk to find flights from Edinburgh to Paris, Charles de
Gaulle, on 20 June 2011. Print one copy of the relevant page(s), clearly indicating
the times selected.

* Access www.airfrance.co.uk to find afternoon flights from Paris, Charles de
Gaulle, on 26 June 2011 to Edinburgh. Print one copy of the relevant page(s),
clearly indicating the times selected.

* Access www.expedia.co.uk to find a 4-star hotel in Paris for the duration of your
stay. Print one copy of the relevant page(s).

7 marks

16



Task 6

You have received an e-mail from Jean-Paul Gautier, organiser of the Inspiration
Furniture Show.

* Access your e-mail facility.

*  Open the message BOOKING CONFIRMATION.
* Prepare a reply and attach the appropriate file.

* Send the e-mail and attachment.

* Print one copy of the e-mail.

* Print evidence to confirm that the e-mail and attachment have been sent.

6 marks

17



Task 7

Richard would like you to make some changes to the information sheet.
Recall the information sheet KALEowninitials.
Make the amendments shown below.
Save the file as KALE2owninitials.

Print one copy of KALE2owninitials.

13 marks

m Change the margins to 4 cm/1-58".

m Paragraph one should now read:

Kaletdoscope 15 oo brand of be droom 5uumitg.m
chUM(L Jor muodern Liv(,r:ﬂ that ofgers design

inspiration and solutuons for all genevations of
the 5’“’""@ :
m Insert the following text after the section headed Teenage Range:

Adult Range

Creaxe a haven of tranguillity with the Kaleidoswope
adut 5u,rr\,’ttu.r€, ch\ﬁe, Whithu is bethv ﬁlejom/t anc

StUsh, This range is butilt fromy top q/wa,uw oK
ln & Contemporar style and wax finish andl
(ncldes wardvobes and chests of duaners.,

m  Delete the paragraph headed Decoration.

18



Task 7 (continued)

m Insert the following text after the section headed Adult Range:

Gret he Dalﬁner LooK |

Katewdoscope has joined forced withe Eilidh Sumamers,
\/ouvnﬁ British Desi\gner 1009, to br(,rtg Yyou & rcu»\()% of
co-ovdbinated. bedding Which complement and enhante
the jurniture o\ﬁbéﬂw.

Prodinct auncl Price Imj,ofWLa;tL'UY\» .

&'tﬂw Duvet Cover prices start from. 165
Double Duvet (over prices stark jrom 35
K’ir\\j\fi'le, puvel (over Priwed start yvom 4105
5bnju2; Flat Sheel priwes stuart grom  £55
Dowole FlaX Sheebt prices sturt grom 45
Ktnﬁsiu, Flat Sheel prices starl prom 135

O)S;ord, PilloWwcase (pack °a£ L) pries start Frorv  £40

Kirgsize Pitloitase (pack (H,Z_) prices start grome £55

m  Justify the document.
m Insert a page break after the section headed Adult Range.

m Insert the page numbers in the footer.

19



Task S8A

Some changes need to be made to the database.

* Recall the database CUSTowninitials.

* Make the changes detailed below.

* Save the database as CUST2owninitials.

* Print one copy of CUST2owninitials in list format.

11 marks

Susan Anderson is now married. She is now known as Mrs Susan Jackson. Her e-mail
address 1s now susiejackson@yahha.co.uk but all of her details remain unchanged.

Kayden Aberg has closed his account.

Delete the field for Acc Opened.

A new customer has to be added to the database. Details are given below:

Customer Name Mr Duncan dpears

Cust No 1003

Address 984 High Street

Town KanoJS

Postcode KY43 3AN

Tel No 015771117353

Credit Limit k500

Mobile No 07741235693

E-mail dunc0q @ talkmait. com

20



Task 8A (continued)

5 Add a new field for Contact Method to show how customers wish to be contacted. The
field should be TEXT. Add the details for the new field from the information in the

table shown below:

Prior Telephone Bosch E-mail
Patterson E-matl Mac Donald Telephone
Kam insK oo E-madl Robertson MoloLle
FoX Telephone Fay Mol le
Spears E-mall Haughton E-mail
Robaano E-mail JocK son Mobile

6 Sort the database in alphabetical order of Contact Method and Surname.

21




Task 8B

* Search the database for any customers who live in Edinburgh with a credit limit of
over £800.

* Print one copy of any record(s) found showing all fields.

2 marks

22



Task 9

The management wishes to reward staff for their hard work and commitment.
* Create the information sheet shown below.

* Save the file as INFOowninitials.

* Print one copy of INFOowninitials.

10 marks

Family Fun Day

Lowj er Szl
Saturday 16 July 2011

The management invites you and your family members to an annual “Family Fun
Day” which will be held in the popular Tentsmuir Forest. Tentsmuir is an open,
mature pine forest next to an extensive stretch of sandy beach in North East Fife.

Food and transport will be provided. Coaches will leave the staff car park at 10 am
and return at approximately 8 pm.

There is a children’s play area located close to the car park and we are planning a full
programme of optional entertainment to keep all generations of the family entertained
and amused throughout the day. Activities planned to date include:

Children’s Sandcastle Competition (3-9 years old)
Children’s Sandcastle Competition (10-16 years old)
Family Nature Trail Quiz (all ages)

Family Beach Sports (volleyball, rounders, football, etc)

Please let Helen Carter know if you and your family members are able to attend for
the purpose of booking transport, purchasing food and refreshments and planning
activities.

Use |19 line Spa.cirtﬂ tkmuﬁh(mi,

23



Task 10A

You now need to update the spreadsheet.

* Recall the file SALARYowninitials.

* Make the changes shown below.

* Save the spreadsheet as SALARY2owninitials.

* Print one copy of SALARY2owninitials showing figures.

* Print one copy of SALARY2owninitials showing formulae.

8 marks

m A new position is being created. Insert a row between Depute Manager and Senior
Admin Assistant and add the following information:

Warehouse Manager £22,300

m  The following salaries have changed:

Manager £50,000
Showroom Staff £16,500
Senior Admin Assistant £19,000

m Below the overall salary cost, insert a formula to calculate the salaries of the
showroom staff as a percentage of the overall salary.

m  Format this cell as a whole number and label appropriately.

24



Task 10B

Richard has asked you to create a bar chart to show total salary costs.
*  Open the spreadsheet SALARY2owninitials.

* Create the bar chart.

* Save the chart as SALARY3owninitials.

* Print one copy of SALARY3owninitials.

25

8 marks



Task 11
Helen has asked you to prepare the following memorandum.
Save the file as FLUowninitials.

Print one copy of FLUowninitials.

9 marks

MEMORANDUM

To: AWl Employees
Fromut Richard Muldrod, Store Munager
Date: ﬁd,%j'é

6ijec{‘l Fluw Prevention

As yow are aware we have experienced high levelS of
Stagy absence over recent months due to a flu virus.

Thid has had a Serious impact on the health and NebLbeLr:g
of owr employeed, Whith has greatly aﬁeated, owr overall

tmck'm\g and cuStomer servi @ perfjormance Levels.

Plecse jawilimrd&& 50\&6&% with the Latest 30V{rnmg,\,t

adlvice (Summarised below) to help prevent the 5P"€‘L‘L of
the viruws.

00 to pretect yoursely and others from flu yat
Shoould ¢

_ , CouHING}
Use a LIsswe to cover Uo“r nese ands moutiv Nhery Ec(?@:@-
anc [ or Sn{tlér\\j. Dispose of the tissue rapidly and thén
Washy your hands ’chorou.jkl\aj With Soap and iNater.

26



Task 11 (continued)

Ke\)ufcuim/ j:mm, uS'mJ tLoth. hankieS, This couldh tead
to the recontamination of hand.s.

Clewn Your hands j,rutu.mt\lﬁ With soap and Hater,

Minimise the towch&tﬁ 0f Your mowth, ede,s
and /ornose area -

—

Kejutcw\Lj cleary ij Surfate touwched l@ hcmdl,,
Ué\lr{j nornmeal ouseholel sttrjeivtS.

bold COpiD 0} the tull qm’«kuines are avoilable front
Helene Cavrter:

27



Task 12
Helen has asked you to update the electronic diary for Monday 23 May 2011.
Add the meetings and task shown below.

Print one copy of the diary and TO-DO list in day format.

5 marks

MEETINGS

lavin Western, Kaleidoscope Fusnture ple, 9-30am - Ik60am
Savah Walters e psite D&s‘wnec 5 oopm. - 0 30pm
TASK

Prepare shortleet For Warehouse Manujﬁf

28



Task 13

Richard has asked you to prepare the following letter.
* Recall the file LHEADowninitials.

* Key in the letter shown below.

* Save the file as PROJECTowninitials.

10 marks

RM[own initials

\nsert to cLaj 's date

Ms Lisa Kekw

WL [Lochside Place
EoLCnbu,vglm

EHIZ 9DF

Dear Ms Kelly

SUSTAINABLE RESOURCE INVESTIGATION bold

| lwouldl be dn,uﬂk,twt to assist yw UL any iay possiiale
Wit the completion of your™ G year degree project
regordiyg Sustainable resourtes and the impac of
deforestation. sn our climatt

Li 5e3tdu>/ places the U of sustornable rsourtes at the
hoart of (£S5 corporate Sociak responsioility policy. e
WOV K ith, G numiber of forestyy COPNUISSLENS curmund. The
globe ands will continue to do s0. Marilet research. has

Showin thok the amounk 0:5: repeet custom e ﬂ&if\«
as o vesull of our commitment to green and ethucol
[ SSWesS, 1S tnereadin orly . |

/ 9 &Y,



Task 13 (continued)

1 pull Pledse contact Helen Carter; Senior Admun. Assistank

WhO Will scheduwle o meetiny With me When mutually
conNenlend to duscuss Your project further.

| have enclosed o Copy of 6wr 2010 Performaon(e

Report whithv provides Further defals of owr Sociak
resporsibility po liceS. Further information is also avatlable
On Olr WebSite - Wi, Lifesw!e,. 0. uK.

Yours etc

Richarck Muldon
Stove Marmﬁer
Enc

[END OF PROYECT]
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Candidate Name

Scottish Candidate Number

STANDARD GRADE ADMINISTRATION

GENERAL PRACTICAL ABILITIES—2011

Centre
TASK KEYBOARDING/ FUNCTIONS/OTHER TOTAL
ACCURACY SKILLS
Awarded | Available | Awarded | Available | Awarded | Available

1 2 4 6

2 17 5 22

3 12 11 23

4 3 7 10

5 0 7 7

6 2 4 6

7 6 7 13

S8A 4 7 11

8B 0 2 2

9 8 2 10

10A 2 6 8
10B 2 6 8

11 8 1 9

12 1 4 5

13 8 2 10
TOTALS 75 75 150

Publication Code: BB2460D
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Standard Grade Administration Practical Abilities Project
Instructions to Teachers

Issue and completion of projects
1. Issue a project, at the appropriate level, to each candidate.
2. Instruct the candidates to:
(a) check that the project is at the level they wish to undertake;

(b) enter details of their centre, name, date of birth and candidate number on the front
cover of Form Ex5 (Flyleaf) (issued in February of examination year).

3. Remind candidates that:

(a) the project must be their own work and that they will be required to sign a
Declaration to this effect. If it is established that the work of another candidate
has been submitted as their own, SQA may cancel an award in this subject or all
their subjects;

(b) no work or materials may be taken out of the centre;
(¢) they should do the tasks in the order presented in the paper;

(d) whilst they are permitted to ask teachers questions, the teacher may provide
clarification only. Teachers must not assist candidates with their projects.

Preparation of materials by the teacher

1. Certain materials for the projects require to be keyed in and stored on disc by the
teacher in advance of the projects being issued to candidates. These materials are found
on the following pages.

2. 'The text of these materials should be keyed in exactly as they appear.

The style of the text (font, pitch size, any highlighting, etc) should be entered in the
same style as the house style with which the candidates are familiar.

Further information can be found in Standard Grade Administration—Practical
Abilities Projects, General Guidance to Teachers, issued to all centres in
September 2002.



PRACTICAL ABILITIES PROJECT—FOUNDATION

Task 5

Teachers should ensure that candidates have access to an electronic
diary for use in Task 5.

Task 9

T'eachers should provide candidates with an e-mail address for use in

Task 9.

Task 14

T'eachers should check that the website addresses given for Task 14
are still current.




PRACTICAL ABILITIES PROJECT—GENERAL

Task 5

Teachers should check that the website addresses given for Task 5 are
still current.

Task 6

Teachers should send the following e-mail to each candidate for Task 6.
#? BOOKING CONFIRMATION — Message (HTML) M = B

===,
!
|

astudent@shool o "
ateacher@school 1%

Bing Confirmation

Hello
Thank you for your booking.

I can confirm that 2 places have been booked for LifeStyle
representatives at the 2011 Inspiration Furniture Show.

Could you please send us a copy of your letterhead for promotional
purposes.

Thank you

Jean-Paul

Task 12

Teachers should ensure that candidates have access to an electronic
diary for use in Task 12.




PRACTICAL ABILITIES PROJECT—CREDIT

Task 5

The following spreadsheet — filename PARTYCOST - should be made available to
candidates. Use cells and shading as shown. Add no further formatting.

A B C D E

1|OCCASION

2| DATE

(98)

Total Basic Total Overtime
STAFF COSTS Hours Hours Total Wages  Total Cost

Chefs f

Kitchen Staff f

Waiting Staff f f

O ([0 ([N || &

FOOD COSTS No of Guests Cost per Head

10| 3 course meal f

12|OVERHEADS No of Guests | Cost per Head

13| Overhead Charge |

14

15 MISCELLANEOUS

16 |Printing Menus

17|Balloons and Streamers

18| Flowers for Tables f

19

20|EVENT COST f

21

22 |Wage Rates

23| Chef

24| Kitchen Staff

25| Waiting Staff

26

27| Overtime Rate

28

29

30

31

32

33




PRACTICAL ABILITIES PROJECT—CREDIT (continued)

Task 10A
Key in the following as a word document.

The service when we visited was not only good — it was impeccable.
The service was excellent and friendly.

Service was friendly and efficient and there was no shortage of
willing staff.

(Embolden the words as indicated and key in the list in single line
spacing.)

Save it as COMMENTS and e-mail it to each candidate as an
attachment. 'The e-mail should be given the subject heading GOOD
SERVICE. The e-mail should read —

Please find attached some comments regarding customer service in
restaurants.

Thanks

Steven

Task 13

Teachers should ensure that candidates have access to an electronic
diary for use in Task 13.

[END OF INSTRUCTIONS TO TEACHERS]
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